
CASE STUDY

Unifying Desktops with RPA:  
How Israel Discount Bank Empowered its Tellers  

and Transformed into a Customer Experience Leader



BUSINESS CHALLENGE 

Before implementing Jacada’s solutions, Israel Discount Bank employees served customers and resolved issues using a multitude of dated systems. 
Assisting customers usually meant navigating between these disparate systems and performing many repetitive tasks. Specifically, employees needed to 
remember what systems were relevant for each process, which made the job more complicated, and sometimes led to unnecessary errors.  Additionally, 
using the ALT +TAB function was the only way to navigate between the different systems. Overall, each of the bank’s tellers was switching between 
systems 1,400 times a day on average, entering customer data 600 times a day, and hitting the ALT+TAB about 2,000 times a day.

In order to run a specific application, employees had to use a special toolbar that was not intuitive. To help a new customer, employees had to find the 
relevant application and close it or clear all the application data—sometimes losing important information in the process. This manual back and forth 
often resulted in a fragmented and lengthy customer experience as well as prolonged training periods for new employees. 

MARKET OVERVIEW

We are living in the age of the customer.  As technology and digitization even out the level and quality of customer support  
that companies can provide, organizations must differentiate themselves by providing superior customer service. This  
customer service must include a high degree of operational efficiency, as well as a personalized and consistent customer  
experience that builds brand — and customer — loyalty. 

Empowering employees with the ability to optimally serve today’s customers is a necessary key to success  —  and giving  
employees  the proper tools to do so is critical. In this case study, we will examine how one of the largest banks in  
Israel — Israel Discount Bank — was able to significantly improve customer service and enhance its bottom line by  
implementing a state-of-the-art technology, the Jacada Unified Agent Desktop powered by attended Robotic Process  
Automation (RPA). 
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The Toolbar  
really improved 
our lives, all  
systems [are 
linked] together, 
and everything  
is connected.

We are on the right path, and  
have a 360 degree view of the  
customer, whether we are in  
conversation, on the phone or  
while documenting information.
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The solution’s user interface (UI) is a web-based toolbar that utilizes au-
tomation capabilities to gather all the applications’ data under one tab and 
organize it in groups based on customer information (Account/ID). The UI 
is highly intuitive and easy to use, providing multiple concurrent customer 
views. Bankers can service customers in multiple live channels whether it be 
on a customer voice call or face-to-face which allows for seamless switching 
between multiple channels. Other Unified Agent Desktop highlights include:

 • Unified, clear and intuitive 360-degree view of the customer
 
 • All customer activities performed under the same tab, with  
  information flowing to relevant backend systems 
 
 • Tellers could multi-task and work on different customers  
  from different channels simultaneously
 
 • One-time authentication so bankers are kept logged into the  
  system without having to repeat authentication if navigating  
  out of the application
 
 • Additional productivity functions such as calendar access,  
  task manager, advanced search and knowledge management  
  were also available

SOLUTION

To address these challenges, Israel Discount Bank sought a solution that would help its bankers serve customers 
quickly and efficiently. The project’s mission statement was to implement: “An innovative solution to organize the 
banker’s desktop and deliver a simplified yet advanced environment that is easier and intuitive to work with, user 
friendly and efficient.” After a careful review process, the bank selected Jacada’s Unified Agent Desktop. 

The Jacada Unified Agent Desktop merges information from several systems onto a single screen, streamlines  
processes, and bundled with attended RPA, automates repetitive tasks. Instead of alt-tabbing and copying and pasting 
data, bankers interact with a single unified desktop that guides bankers through customer interactions and simplifies 
complex application navigation and data entry behind the scene. 

It makes everything 
very simple, easy  
to use and friendly  
for users.

Less clicks, much less clicks.  
And a lot less ALT+TABs.
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IMPLEMENTATION

The Unified Agent Desktop functions as a highly flexible presentation layer on 
top of the existing legacy systems, which allows Discount Bank to leverage past 
desktop technology investments without embarking on a complete software 
replacement. Given this was not a “rip and replace” project, it was relatively easy 
and cost effective to implement the Unified Desktop. Moreover, bank employees 
continued to have direct access to frequently used applications and information 
stored in legacy systems, as these reside side-by-side with the Unified Desktop. 

After mapping and then consolidating the various systems used by the bank 
tellers, the user interface was developed with the goal of providing an intui-
tive way to open the bank applications and present a dynamic customer dash-
board. Offering a true 360 degree view of the customer, the dynamic dashboard  
enabled the banker to instantly understand who the customer was, why they 
were  calling, and their progress on the customer journey. 

We can finally provide service to several  
customers in parallel, without having to  
close other customer tabs and documents.

Wow, what an improvement. Let’s 
start with the fact that we no  
longer need to press ALT+TAB to 
switch from system to system.
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RESULTS

The Jacada Unified Agent Desktop reduced the time needed to handle customer 
related tasks and offered the ability to work in parallel on several customers. It 
freed up time for the tellers to perform additional tasks that further improved 
customer service. The solution eliminated human error and kept the bankers in 
compliance with ever changing regulations. 

The implementation of Jacada’s Unified Agent Desktop powered by attended RPA, 
was a significant component of the bank’s digital transformation journey from a 
self-described “old fashioned” bank to an advanced and innovative enterprise.  
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The final stage in the implementation was to enable bank tellers to service 
four or more customers simultaneously. This capability was made possible 
by using automation that keeps customer’s data “alive” while the teller is 
working on a different customer.

Termed the “Toolbar” internally, the product is currently in use in 
all the bank branches. And, as one happy employee stated, “The  
Toolbar really improved our lives; all systems are together and everything is  
connected.” Implementation of the Jacada solution also allowed the  
bank to use different browsers for faster results, helping to shorten overall 
handling time while improving the employee and customer experience. 

I really like the Toolbar. I like seeing  
everything work together, everything  
laid out in front of me. I see all the  
customer names, see what customer 
is calling. For me as a manager this  
is critical.
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ABOUT ISRAEL DISCOUNT BANK

Israel Discount Bank is one of the five largest banks in Israel and a 
leader in providing innovative customer and employee experiences. 

The value of customer commitment is of highest importance to the 
bank. Any change, development or implementation of new products 
and systems is evaluated based on the value it will add to the customers.  
The bank invests in tools that provide bankers with a 360° view of the 
customer, resulting in shorter response time and improved service 
experience. 

In the past five  years, the Israel  Discount Bank has been undergoing  
a revolution, transforming from an old-fashioned bank that was  
lagging in areas, to an advanced, innovative, and in some cases, even  
leading bank. 

The results of this revolution become evident in the Bank’s financial  
results: 2018 ended with a profit of NIS 1.5 billion and a return  
on equity of more than 9 percent. The success continues in 2019,  
when the results of the first quarter showed a profit of NIS 405 million and a return on equity of 9.6 percent. Overall, since 2014  
Bank Discount tripled its profits and all business parameters show a sharp increase. This is a profound change in Israel Discount Bank’s  
competitiveness and positioning. 

The main change occurred in the bank’s infrastructure: capital consolidation (a bank without capital cannot make investments, especially large investments  
required by technologies), in technology (it offers advanced technology in all aspects, their App is the best in the market, and they have an advanced CRM  
system), as well as in the organization’s culture.
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This expedites our activity 
and shortens the handling 
time, doing wonders for the 
efficiency of our work.

ABOUT JACADA

Jacada is the global leader in customer service automation with over three decades  
of experience automating end-to-end customer interactions for enterprise clients. Using  
a #CollaborationFirst approach to automation, Jacada’s solutions bring together rich UX  
design, real-time guidance and intelligent automation capabilities powered by customer service  
RPA to create truly collaborative experiences between customers, employees and robots  
within a single low-code automation and AI hub. Founded in 1990, Jacada operates globally. 
More information is available at www.jacada.com.


